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Abstract 
World Health Organization estimates 285 million people to be visually impaired worldwide. Out of which 39 million are blind 
and 246 have low vision. However, they are not travelling at the same rate as people without disabilities and the public, 
stakeholders and the government have the right to address the difficulties and create an environment for the visually impaired 
travellers. Although a lot of research has been done regarding disabled people and VITs in particular, there is a rarity of studies 
focusing on the attitude and perception of VITs in the context of Malaysia and Klang Valley in particular. The result of focus 
group interview showed mixed reactions from the participants and came out interesting propositions for Klang Valley. The result 
of the study is useful to provide quality accessible tourism experiences for the people with vision impairment. 
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1. Introduction 
Statistics produced by the Department of Social Welfare in 2010, shows that the total number of blind/ visually 
impaired people who have registered has increased from 26,155 in 2009 to 27,582 in 2010 and has been steadily 
increasing over the last few years (Padzi & Ibrahim, 2012). People with vision impairments have the right to 
participate fully in the community and enjoy the same quality of life as people without disabilities. However, they 
are not travelling at the same rate as people without disabilities. The reasons for such low participation rates are not 
yet clear. But one of the reasons could be the difficulty and sometimes harrowing nightmare to travel in unfamiliar 
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environments (Espinosa, Ungar, Ochaita, Blades, & Spencer, 1998). Although they are a minority, they also deserve 
the same recognition as everyone else and to consider it as our social responsibility to create awareness among the 
public about the difficulties the visually disabled face in general and then help to increase the independence level 
among them. This is possible only when the experiences of such travellers are identified and addressed properly.  
About 90% of the world's visually impaired live in developing countries and 82% of people living with blindness 
are aged 50 and above.  In Malaysia, the recent statistics produced by the Department of Social Welfare in 2010, 
shows that the total number of blind/visually impaired people who have registered has increased from 26,155 in 
2009 to 27,582 in 2010 and has been steadily increasing over the last few years.  
Since ‘One Malaysia’ concept seeks to foster unity among diversity of racial, cultural and religious community 
and promoting inclusiveness through mutual respect and acceptance, the public, stakeholders and the government 
need to address the difficulties and create an environment for the visually impaired travellers (VITs).This is possible 
only when the studies carry out to identify the travel experiences of such travellers. Although a lot of research has 
been done regarding disabled people and VITs in particular, there is a rarity of studies focusing on the attitude and 
perception of VITs in the context of Malaysia and Klang Valley in particular. Most of the empirical studies are 
carried out investigating the accessibility of Malaysian public buildings or tourist attractions (Abdul Rahim & Abd. 
Samad, 2010; Hashim, Ismail, Akida, Isnin, Natasha, & Abdul Rahim, 2011; Abdul Aziz, Wan Mohd. Isa, & Mohd 
Fadzir, 2011; Jamaluddin & Abdul Kadir, 2012). Even though guidelines and policies requiring the presence of ideal 
facilities for the visually impaired have been gazetted in Malaysia long ago, how far these guidelines create an 
enjoyable travel experience for the VITs are in question (Padzi & Ibrahim, 2012). Do the VITs perceive Klang 
Valley as an accessible friendly travel destination? How do VITs react towards the travel experiences in Klang 
Valley? 
2. Aim and Objectives 
With the above questions in mind, the current study aims to identify attitude and perception on travel experiences 
of VITs towards Klang Valley. To achieve the aim, following objectives are set; (a) to identify the stages of travel 
experiences of Visually Impaired Travellers on different phases of their travel, (b) to identify the attitude towards 
such experiences faced by the VITs, (c) to appraise Klang Valley as Accessible Tourism Destination for VITs. It is 
important to identify the attitude and perception of VITs towards Klang Valley as it would help the public, the 
government and other stakeholders to improve the travel facilities provided via-à-vis improves the quality of travel 
experiences of VITs in Klang Valley 
3. Methodology 
This study employed a qualitative method, based on an intrepretivist approach with a belief that the answers to 
social research are multiple and the reality and the researcher cannot be separated (Weber, 2004). Since Malaysia is 
still in infancy on the status of accessible tourism the study adopted the exploratory approach to identify the view 
point of visually impaired population. The data collected for the study by focus group interview of 10 visually 
impaired people, who is recruited through the disabled support group of Malaysian Blind Association and personal 
referrals using the snowball technique. The focus group interview was voice recorded, videotaped with due 
permission and transcribed. To analyse the data, the thematic analysis is employed to identify themes, ideas and 
topics (Lapan, Quartaroli, & Riemer, 2012) 
4. Findings 
The participants were asked to consider their positive and negative experiences with regards to communication 
and information, booking process, access to destination, visitor experience, visitor exit and quality of visitor 
memory. These experiences are classified as travel planning, traveller in transit and traveller at the destination. Most 
of the respondents were from the age of fifties to seventies, travel alone and with companion and travelled. Table 1 
shows the profile of the respondents. 
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        Table 1. Profile of focus group respondents 
Respondent Age Travel Dependency Visually Impaired in 
Years 
R1 52 Dependent 23 
R2 53 Independent 9 
R3 64 Dependent 45 
R4 71 Dependent 5 
R5 73 Dependent 37 
R6 57 Independent 10 
R7 46 Dependent 6 
R8 63 Independent 60 
R9 61 Independent 6 
R10 28 Dependent 2 
4.1. Travel Planning 
The focus group was designed to find out the perception and attitude towards Malaysia as an accessible tourism 
destination. The interview questions were based on the experiences of travel planning, traveller-in-transit and the 
traveller at the destination. Questions were prompted in order to capture the in-depth travel experiences vis-à-vis 
their perception and attitude. For the travel planning there are two sets questions; communication and information 
and booking process.  
 
4.1.1. Communication and Information 
 
For the visually impaired, the modes of collection information are from internet, friends and relatives and travel 
agents. 
For me also, I will go on (to) internet to read and to get the information. Other than that, I will get from friends, 
friends who have visited the place or, who knows the place, we ask from each other. Another thing is I will get the, 
let’s say in Malaysia or in local, I get the company’s name or the place I want to go. I get their number and call 
them up to find out more information from them and get what I want. (R10)  
It is been always online for me, it’s always online beforehand, whether it’s for checking out, routes or whatever. 
(R6) 
Although I can use computer, internet I never use la, so I will get information by phoning up to the agent …, or 
asking people. That’s all. (R8) 
Most of them search information on their own, and also depend on their family and friends or support group in 
arranging the trip or holiday for them. Further to find out more about the communication and information available 
for the visually-impaired in terms of marketing of leisure and tourism products.  The responds were: …practically 
none available because most of the travel firms, they are ignorant or completely not aware about this disable 
travelling. (R9) 
 
Overall, the respondents are very little reliable information from travel agents. Some of the other comments 
from the respondents are: 
 
x Well I don’t go to all these tour agents. (R6)  
x Yeah, I’m also like that, you see. (R3) 
x Yeah, normally, we plan our own travel. (R10) 
 
The respondents of the focus group experienced that the travel agents have little reliable information to assist 
the visually-impaired travellers in Malaysia. McKercher et al. (2003) found that the majority of disabled people have 
low confidence towards travel agencies because of the negative attitude of the agency staff and the appropriateness 
of the packaged tours. This is also in line with the findings of Small et al. (2012), where the visually impaired 
travellers depend on the companion to access the information and do the planning because accessing information is 
often difficult to them, especially with the travel agents. 
 
4.1.2. Booking Process 
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After interrogating on the accessibility of communication and information for tourism in Malaysia which seems 
to have negative feedback from the respondents, the focus group continued with the travel booking process. In this 
case, the respondents discussed about the online booking availability of air ticket for Malaysia’s budget airline; Air 
Asia, and luxury airline; Malaysia Airlines (MAS).  
R9: Like some blind people, let's say they travel and of course some of us, we have the ability to do our own booking 
online, especially air tickets, right? That is providing that the site is accessible. We have a lot of issues with Air Asia 
since they have upgraded their sites, you know, half a year ago. 
R6: Yes, their old site was usable. 
R9: And now the blind cannot do, conduct their own online transaction anymore. 
R8: Worst. More modern, worst. 
R9: And so I've been on communication with them until today. So that is the only alternative la. Many blind people, 
they used to do their own booking online. 
R6: Yeah, I was told MAS can still be online, well because I don't fly anymore now. 
R10: Yeah, I think all the government websites (Referring to MAS) are not accessible. 
R6: Those who fly on your own, you see. MAS, yes. But Air Asia, after they are upgraded, we can't do it online 
anymore. and Air Asia, they are not interested in upgrading it to accessible site until you know, don't know how 
many years down the line when they want to renew also. 
Here, it is apparent that Malaysia Airlines website is accessible for the visually-impaired people but the low-
cost airline, Air Asia, which used to be accessible but is not anymore.  
Websites, actually quite a lot of websites these days because of the pictures right, totally blind people sometimes 
the websites are not that friendly. Some, yes, specially created or tailored to disable-friendly. But if not, for blind 
people they depend on voice interface and speech and all that. So the website doesn't talk. And when it doesn't talk, 
they don't know what's on the screen. So to access information, they may need someone who can see to tell them. But 
if it does have some form of description or narrative text, that can be read by voice interface. (R5) 
I go online to Rapid (Malaysian Public Transportation) and I find that the whole route there, the sighted people 
can see but actually it's an image so they don't read to me where and what all the stops are. So that is an 
inaccessibility la, for me. It (is a) sort of impedes (for) my planning, my routes because they... I won't know what the 
stops are. (R6) 
I usually travel with someone in a group. (R1) 
Most of us will have that assistance. (R7) 
The respondents have a negative experience to the use of obtaining information and the booking process. They 
need to depend on the relatives or the companion for the same. They perceive that the facilities available here are 
not accessible friendly, especially the websites, where most of the people now-a-days do get the information and 
also do the booking for their travel. Other respondents also made a remark that booking of holiday or travel is not 
much of a problem for them because they travel they travel with companions. 
 
4.2. Traveller-in-transit 
 
Traveller-in-transit is about the transportation to and within the destination. It is found out that the 
transportation is the main issue in the access to destination. The modes of transportations discussed are airline, 
buses, trains and taxis. Again, similar to the discussion of website accessibility for Air Asia and MAS, it is regarded 
that airline is accessible depending on the type of airline; budget - Low Cost Carrier Terminal (LCCT) or luxury - 
Kuala Lumpur International Airport (KLIA). In this case, the below indicates the differences. 
R14: LCCT, I think I have been quite a number of times, in the past was quite bad, because the ground staff 
didn't know how to handle especially the blind, and also other disabled groups. Nowadays there is some training but 
nowadays I think they seem to say ‘okay you want assistance? Can, but you need to give us a fee.’ For the main 
international airport, KLIA, if you check in at the counter, MAS and all that, no problem. The minute you check-in, 
someone will come and assist you right up to the plane, and when you get off they will also assist you. So that is no 
problem, but LCCT, yes there is a problem. 
R11: MAS is okay, KLIA is okay. 
R16: KLIA, no problem 
R14: KLIA no problem, but LCCT is ridiculous. 
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Most of the respondents agreed that KLIA is more accessible as compared to LCCT. Poria et al. (2011) pointed 
that boarding the plane first and leaving last also creates a more enjoyable travel experience. In this study, the 
respondents argued on this matter. Surprisingly, the one of the respondent did not agree to the policy of first to board 
and last to leave.  
R3: You see, some time ago, I face discrimination by this - MAS, you know. I mean when I came back from 
Langkawi you know, and then after that we suppose to board, I mean to get down from the plane, you see, then - 
what do you call this - I was sitting quite in front, you see, but then I was told, you know, being disabled, then we 
have to get down the last person. I had my children and wife, you know, inside there. They can assist me, you see. 
Why is there the necessity for me to get down - as the last person to get down, you see? I can get down - the sighted 
people, I mean my children - my children can assist me. My children are already teenagers - around teenagers at 
that time, you see. So should be able to, you see. So they said that is airline policy – their policy. 
R6: So that you don't slow down the line is it, I suppose? (Laughs) 
R2: I think that is the airline policy. 
R3: When everybody gets down, we also walk. And I’m not walking alone, you see. I'm walking with my 
children. So what is the problem? 
R7: What is the problem? Yeah. 
R3: So I feel it as discrimination. 
In the conversation above, the respondent was very upset about this matter but most of the other respondents did 
not respond or discussed further about that. Therefore, this subject is deemed not affecting the accessibility of airline 
travel. Meanwhile, there is also another point highlighted by the respondents regarding the wheelchair provided by 
the airport to transport them to and from the plane which is in line with the findings of Poria et al. (2011).  
Let it be airport or what, from now on, especially we are blind or visually impaired, we should not refuse a 
wheelchair. I think it's a good idea. Say the pathway in the airport, suppose there is a small wet place, we might 
slip. So we should not refuse the wheelchair, whether we have some sighted relatives or what. I think it's a very good 
thing you know, for the airlines or whatever it is, on our safety. (R4) 
On the other hand, buses in Malaysia appear to be inaccessible as told by the respondents. Many negative 
responses occurred. Irregular buses were one of the problems: 
 
R1: I think bus service is not so good. They are not so regular. 
R5: Yes, I think I experienced this in 69, before the election. 
R8: Sometimes the buses come all in one shot, after that half an hour they don't come. Not regular. 
R9: Actually very irregular. The Rapid bus service is very poor as well as the behaviour of the bus driver.  
 
One respondent explained that the visually-impaired usually plan their schedule and knew the public 
transportation that need to be taken to reach a destination. However, the respondent recalled the incident and this is 
commented by two respondents: 
… I ask the driver ‘what number is this?’ Usually by the number, and because I travel every day, I will know 
this bus goes where and all that, you see. But the driver will ask me back, 'where are you going?' So by saying 
‘where we are going’ and this kind of things, then it will take time to explain, you know. Usually I don’t like the 
driver to question me back. It’s fine just to tell me what is the number, then I know whether I can take the bus or not. 
(R3) 
And sometimes you ask the bus driver, the bus driver doesn’t even tell you. So you get very frustrated because 
nobody wants to tell you, unless somebody reluctantly tell 'oh, no this is this number, oh okay sorry, sorry, wrong 
number.' You have to keep asking, you know, and that is the problem. I think it's very problematic nowadays. (R8) 
The behaviour of the bus driver, who does not allow information to be accessible, is not favourable to the 
visually-impaired. Another issue is with the announcement of bus stops. Sometimes, they do not know when to get off 
a bus because no announcement of bus stops is made. We don't know where to get down. It will be useful if they can 
make - announce stop the way it is being done in LRT. Each stop, make announcement so we know when to get 
down. (R5) 
 
Overall, this is what the visually-impaired has to say:  
 
So local travel I think is a problem. I think if you are a tourist, going by public transport definitely is a very big 
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trouble because to get help is not easy. So let’s say you want to go to a tour to - let’s say Ipoh or Penang or Kedah 
Alor Setar, you want to take public transport, definitely you got a problem; either they won't answer you or they will 
tell you wrong thing and you might go to the wrong destination. (R2) 
While buses are deemed inaccessible, the train services in Malaysia as heard from the respondents have positive 
and negative comments. Here is the discussion between three respondents regarding the Keretapi Tanah Melayu 
Berhad (KTMB), Putra and Monorail. 
R6: Well, KTMB, when I go I, you know, go through to check point, the ticket there, I tell the guy I need 
assistance. My experience is they will ask, you know - of course he can't go away to help me but he will ask another 
staff to help me. And yes they do offer help, you know, even the KTMB in Johor, KTMB here. So, you ask, they will 
help. 
R3: Ah! Talking about KTMB, I mean I have some experience whereby they don't have announcement, 
destination announcement. (Few respondents agree) 
R2: Last time they do. 
R3: So when we travel alone... 
R6: Not all trains. 
R3: We do not know where we are, you know. 
R6: Yeah, you don't know where to get down. Putra is computerized. That's very good. 
R3: That one okay la. Monorail, the Star, that one is quite okay la. 
R6: Monorail sometimes the fellow forgot to announce because it's human, not computerized. 
R3: Yeah la sometimes they announce the wrong station. But that one seldom happen la. But the thing is, long 
travel, if you miss our station to get down ah, then finish already. 
The visually-impaired also raised the issue of the attitude of taxi drivers where discrimination occurs. 
R6: I want to say about taking taxi. The taxi driver discriminates against the blind. So when you are blind, you 
take a walking stick, waiting at the road side, when a taxi pass by, they don't want to stop. They say taking the blind 
is very problematic. So we face this problem about taxi. 
R2: When you wait for taxi you hide your walking stick. There was once or twice people went to the police to 
ask for help, said all the taxis don't want to take them. 
R6: Sometimes taxi refuse to take so what I do is fold up my walking stick, put inside the pocket so they cannot 
see. I put up my hand, and then they stop.  
At the transit phase the VITs experienced negatively in most of the cases. They perceived that travelling in 
Malaysia is a difficult task. The disabling factors to accessibility are not only seen physically but also socially.  
 
4.3. Traveller at the destination 
 
Traveller at the destination is mainly focuses on the experiences of the VITs on different aspects of accessibility 
at the destination. The areas of accessibility covered are transportation, infrastructure, staff and services, museum, 
hotel and restaurant. 
 
4.3.1. Infrastructure 
 
The infrastructure has been mentioned throughout focus group interview, be it in the phase of moving from 
home to the destination, at the destination up to returning home. As highlighted by Small et al. (2012), way finding 
is important within the infrastructure of outdoor and indoor environment. Although Malaysia abides with the 
standard code for accessibility, many problems continued to occur in way finding. 
R1: If you talk about infrastructure like Pudu central, and the one in Bandar Tasik Selatan, it could be 
improved. I think they have some tactile. 
R2: Yes they have, like Serdang, Bandar Tasik Selatan, yes. Kajang, no. 
R6: But the only thing they need is to know where to get to the destination that they want to board the bus. Like 
in Pudu central, if you want to go to Penang or Kedah or Perak, which platform do you do down? That's the thing, 
you know, for the blind, they don't know. They must keep asking sighted people. Okay where is this place to go 
down?  So if nobody tells them, they won't know. So that is important. And of course nowadays there is a lot of 
foreigners, people who don't tell you, then the infrastructure is also not accessible. 
R10: Is there tactile in Pudu? 
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R13: Not all. Not fully tactile.  
Improper placement of tactile also often impedes the travel of visually-impaired: 
R6: In Malaysia, KL Sentral, okay, do we - it's not terribly equipped but at least we do have some tactile, and 
they did some tactile wrongly. Okay. In fact in all the Rapids, they don't have it in all the lifts, you know. They don't 
have it at the top of the stairs. Actually there is warning tactile at the top of the steps so that you don't fall down the 
stairs, but they don't put it there. And after much complaint, they put there, but it's wrong. It's not very detectable, 
the wrong height. They put wrong tactile guides because I had done accessibility audits and so on.  
R8: Wrong place. 
R6: Yeah, they put the wrong type of tile. They say ‘we are not going to put tactile guides - walking tiles to lifts.’  
they said that. They said they are not going to do that. 
R10: In Taiwan, they are all leading to lifts. 
R6: And I have told them that, you know they cover up escalator, they have the cupboard covering it. You know 
that metal plate for escalator, it's very useful for us to know that is escalator, very distinctive. But they cover up, I 
said remove it, they didn't even. 
For example, unnecessary objects obstructing the tactile that the visually-impaired depend on while travelling: 
 
R3: Just now talking about the tactile, I forgot to cover, even though these tactile, the authority has already 
made it for us to walk, but the trouble is, these business people, they blocked it by doing their business you know. 
R6: Yeah, yeah. 
R3: And there are motorcycle blocking there, you cannot walk even though the thing is there you know. 
R10: The car also can drive up. 
R6: Yeah, all the tables and all. 
(Many agrees) 
R3: All these things, the government has to do something. 
Lamp post is also obstructing the flow of tactile: 
 
R3: But sometimes, all these, you are talking about tactile la. So these tactile ah, sometimes they have some 
stumbling block there you know, so they cannot go straight line, they have to curve it, you know, so that we won't 
bang into the poles you know. Sometimes they put the poles, the lamppost or something like that nearby. 
R10: Lamppost is always at the wrong place. 
R3: So they have to adjust it, you see. I also notice in Pudu, there, they are doing that you know. You walk 
straight, but the line is not straight, you see. It will go to the left, you know, for some time because they have to 
avoid the lamppost you see. Then after that you have to come back again you see. 
R6: Yeah, when it comes to barrier-free, in Malaysia, our electricity board is very inconsiderate. You will 
notice they have all the lamp post on the pavement. So you know, when people travel, you cannot go straight line 
(laughs). 
 
Tactile is non-existent in some main tourist hub such as the airport: 
 
R8: Accessible infrastructures. 
R9: Yeah, it is very important. Not enough. Malaysia is improving, we are working but only in this area we find 
tactile, for example right? Airport is not installing. We need more of such tactile, you know, all over the place so 
that the blind can move about independently. Another aspect of infrastructure that that hasn’t been said accessible 
is the signage in train and bus stations of Malaysia. 
Yeah, like even signage, it would - actually even in the - Malaysia has the SIRIM accessible environment 
guideline. Actually they talk about signboards. You go to, let's say your train station or plane or whatever, the 
accessible signage, what they say is the words of - at least 1.5cm height, at least, and it's raised normal letter range, 
so that both the sighted and blind - low vision, they can feel this letter, letter by letter so that you know - destination, 
you know  which bus number, go where, they can feel it, whereas just below that, you will have braille. Now, I 
haven't come across any of these accessible signboards, none whatsoever. (R16) 
 
Uncovered drains and little audible traffic lights are also another issue faced by visually-impaired travellers: 
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R1: So... and actually, we have all these uncovered drains, if they would have covered it, there would be a 
wider space, then you could put the tile, tactile for us to travel you know, unimpeded you know. So it's not barrier-
free la. R7: No, no, not barrier-free. 
R1: And crossing the road also, of course it's a problem for us because we cannot see traffic, right? So of 
course it is helpful if you have, the best is of course having those beeping, audible traffic lights. 
R3: That, here in Brickfields they have. Beep, beep, beep, beep, you know. 
R1: Yeah, I mean in KL, even tourist spots ah, how many tourist spots have these audible traffic lights for 
disabled tourists? How many can you think of? 
R3: If the blind people, the less travel, usually they don't have. 
R1: So they think blind people are not tourists? 
R4: Usually they don't have. 
R5: Yeah they don't have. 
R1: If you want disabled tourist to go there, even wheelchair users, they appreciate the audible traffic lights you 
see. I was told, those wheelchair users. 
 
4.3.2. Museums 
 
Firstly, the most important destination attractions that will enhance the overall travel experience of the visually-
impaired an accessible museum. 
R1: I'd like to share with you about my experience, visiting two different museums. I've visited one in Labuan, 
my friend took me there and the staff on duty was very understanding. He insisted that I should be able to touch the 
specimens there and when we came to a pool where they were big sharks (laugh). He even allowed me to catch 
the shark! Touch it, you see, in the pool! 
R5: Then you touched it? 
R1: Yeah! So he let me touch all the sea animals, you know, the specimens on display. So I was very happy that 
the tour of the museum was very informative. But then, when I visited the museum in KL, which was much earlier, in 
fact when I went there, there was a tour guide describing all the objects of display to the Taiwanese tourist and I 
just follow from behind but I was not allowed to touch any of the objects. It says 'out of reach', you know you 
are not supposed to touch. So you know from all the verbal descriptions, you don’t really gain much, you know. A 
touch speaks a thousand words.so that's why I think when we visit such places, you know, although to the general 
public, they are not allowed to touch but to the blind, it can make exceptions and warn us to be more careful in 
handling the objects.  
Because of the inaccessibility of the museums in Malaysia, the respondents of the focus group were sceptical 
towards visiting a museum. 
R16: If you bring the blind to museum or aquarium... 
R11: Cannot. 
R16: Not suitable because no description, they don't know what's inside the aquarium. 
R11: Also can't touch. Some are in glasses. 
R15: Cannot touch. 
R12: I will definitely not go to a museum. If i am told I will take you to museum, I'll 
say I don't want. Besides touch and feel, perhaps when it is unavailable, another important issue found here is 
the information that is given to the visually-impaired in museums. Here, a respondent compared his experience in 
London. 
R9: I travelled to London as well. So when I visit a tourist site, like for example tower of London, it is a place 
where you go into the crown jewels on display, but it's behind the glass. So you cannot touch and feel. Even the 
sighted just walk pass and have a look. But, you see, what they offer, they immediately ask me whether I need a 
braille book or a tactile book. So I took the tactile book and exactly, you know, you got the tactile... uh... this 
polyform, thermoform of the crown jewel. So as you walk pass, my wife will say this is the one, so you can feel 
exactly and what is in behind the... 
R8: Wow very good ah. 
R9: This is what you call accessible in that sense, you know. 
R6 & R7: Mmm... (Agrees) 
R6: Access to information. 
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R8: Access to information. 
R9: Yeah, and also I said, in London, the queue is also thousands of people. And they are so considerate. You 
know one of the guards just took us, jump queue, bypass. He will just tell people 'make way, make way', right to the 
display area. 
R2: Awareness la. 
R9: Awareness! 
R7: Overseas... 
R2: Yeah they are aware. 
Above conversation clearly shows the goodness of access in London not only involves adequate information, 
but also the social awareness of the society for the visually-impaired. As the conversation continues, the data 
revealed that there is lack of social awareness in the Malaysian society towards the visually-impaired.  
 
4.3.3. Hotel 
 
Moving on, the accessibility of hotel is also another topic in the focus group. It is similar to the scenario with 
the airlines in Malaysia whereby luxury hotels offers more accessible services as compared to the budget hotels.  
R14: Actually in my experience in local hotels especially the better hotels – the branded hotels - usually I think 
they have trainings nowadays, how to handle guests and all that. So I know for example Berjaya Time Square, Park 
Royal, Millennium Hotel, Mandarin Oriental, I've been. And even the Gardens, I stayed before. The minute we 
arrive, they are very good. They show you all the facilities in the room, starting from how to use the air condition, 
how to set the temperature, the minibar, the tea coffee making device, any features like TV, how to turn on the TV, if 
you have internet, how to get the access, they will tell you the password, and even in the shower, they will tell you 
everything. So I think for the better hotels, yes. You will get that privilege of services. But for the lower grade hotels 
and 3 star and below, usually yes you will encounter a lot of problem. Another issue was the elevator not offering 
Braille and the difficulty of identifying their room in the hotel. The thing is also the lifts in many hotels, the 3 stars 
and below, and maybe some 4 stars also, do not have Braille. So for the blind person, for example staying in the 
Double Tree hotel, which is used to be the hotel at the city square, they don't have Braille. So people staying on 
the 15, 16th floor, they don’t know and there is nobody to ask. How do you know? The lift also doesn’t speak. So 
that is the problem. Some hotels yes they have voice, they have Braille. So some don’t have, for example Midah hotel 
in Kampung Atap where some blind organizations - blind individuals stay there. So they stay on the, say 10th floor, 
they don’t know. And even if they go to the room, if nobody tells them where their room is, they won’t know unless if 
they can feel the door and the sited numbers embossed, then no problem, or engraved. If not, they will not know the 
room number. (R14) 
 
4.3.4. Restaurant 
 
Adding on, focus groups commented on the same subject when reviewing about restaurants. They disclosed that 
buffet service is not suitable for them. No other issue besides this were found: 
Yeah when we go to restaurants and all those, the blind has to be served differently from sighted because we 
cannot see. Let's say a buffet, you don't want a blind fellow to go and touch, 'what is this?', use the hand like that to 
go through the food you know. A buffet is not suitable for the blind. For the blind, even when you have put a table, 
you cannot just put a dish of food right in the middle and expect the blind to help themselves. He doesn’t know what 
is in front of him. He actually has to have food served by the staff, the waitress, to put on their plate actually. That is 
the proper way to serve the blind. But this awareness is not there. (R5) 
 
4.4. Social attitude 
 
Social attitude towards people with visual impairment apparently is found throughout the focus group 
discussion. From the beginning of the results reported in this chapter, the social access of public attitude and staffs 
services are seen from the beginning of the travel process. Overall, the visually impaired Malaysians felt that there is 
lack of awareness from the public and service personnel toward them. This finding is in line with the results reported 
in Poria et al. (2011) where the service personnel raised their voice assuming that the people with visual problems 
have difficulty in hearing: 
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R7: I think this could be because of the lack of awareness in society. 
R3: Yea. 
R7: Because a lot of times they think that the blind cannot speak or the blind don't know much. And they try to 
be... 
R10: They think we are deaf. 
R7: Yeah. 
R10: They shout at us. 
R7: So in trying to be more helpful they actually maybe make things more difficult. 
R1, 2, 3, 4: Yes, yes. 
R3: It causes more problems, you see. 
R7: Yeah. 
Social access is one of the major barriers that can be found in this study. Although some services provided from 
the staffs, for example as stated earlier on the assistance of KLIA ground staffs, are considered very accessible and 
of  great help, this can only be seen in services from KLIA and luxury hotels. There is also discrimination and 
stereotyping reported by the respondents: 
R14: …So I think for the better hotels, yes. You will get that privilege of services. But for the lower grade hotels 
and 3 star and below, usually yes you will encounter a lot of problem. And also that is where you will get 
discrimination, stereotyping that you cannot pay, you are problematic and all that. 
R11: The main thing is money. 
Generally, the findings showed that the visually-impaired people encountered many barriers in their daily lives. 
This stage of travel has the most problems and it impedes the travel experience of the visually-impaired. 
 
4.5. Perception of VITs 
 
This section is to identify the perception of visually-impaired in Malaysia towards the  accessibility as a whole. 
This is mainly due that respondents may not take a domestic holiday to be able to answer the questions in focus 
group but works as an expert in appraising accessibility in Malaysia for the visually-impaired. While asked about the 
opinion of the respondents on the tourism accessibility of Malaysia, the responses were leaning more towards the 
negative aspect: 
R3: It's in the works. I think a lot more can be done. I think we can say that we appreciate and grateful to 
government that they have started something but as I said, a lot more needs to be done and I think we need the 
support of builders, architects, developers, contractors, district and local councils to be involved, stakeholders as a 
whole. That is where it should begin. I do not want to compare a lot about our neighbouring country because 
Singapore is quite ahead of us, and Thailand to certain degree because of United Nations, many of their officers are 
there especially Bangkok. Of course outside Bangkok, and Hatyai - Hatyai is quite good- but not in Betong, maybe 
not in some smaller towns. I think in the bigger towns in Thailand, yes. 
R6: I would say that local tourism for the blind is not so accessible. The blind still cannot travel independently 
to local tourist spot. 
R3: Yeah. 
R6: He has to take a sighted companion with him. 
R3: Escort or guide. That is important. 
The findings of this study reported that the visually-impaired perceived Malaysia as a travel destination that is 
not accessible. Most respondents reported that Malaysia has much more to learn from other countries and improve 
on the infrastructure that helps create great travel experience for the visually-impaired. 
5. Discussion and Conclusion 
The findings indicated that during the travel planning the barrier to information access is present in Malaysia. 
There is no communication and information about disabled travelling is available because most travel providers are 
ignorant or completely not aware of the significance of this type of tourism. Some industry operators attempted to 
provide to the visually-impaired but its website lack of important and usable travel information, just as argued by 
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Pühretmair & Nussbaum (2011). Second, websites are also not disabled-friendly to this group of people because of 
purely imaged online sites and absence of voice and speech interface (Small et al., 2012). These inaccessible 
websites and information are generally found in budget tourism and hospitality organizations such as Air Asia and 
other hotels below three stars. Malaysia Airlines and hotels above four stars usually have very accessible websites 
that is not only disabled-friendly but also provides sufficient information to the visually-impaired. For independent 
visually-impaired people, to become travel active is not only able to search for information but also able to book or 
purchase transportation tickets such as air, bus and train tickets, and accommodation. With the difficulty of 
accessing to websites, planning is impeded and may lead to refusal of travel. 
With regards to the transit phase, transportation is one of the accessible modes of tourism service for the visually-
impaired in Malaysia. The Malaysian visually-impaired respondents applauded that the country provides satisfactory 
transportation services such as trains, airlines and taxis with minor barriers such as helpful staffs, announcement of 
stops, accessible layout of train stations and sometimes taxi drivers who are unwilling to pick visually-impaired 
people. Despite all these, these modes of transport are still deemed accessible. Buses were very irregular in terms of 
schedule and availability of buses. These buses at most times, only take on public transport users about once every 
half an hour. Another issue is the attitude of the bus drivers which is unfavourable to the visually-impaired. For the 
blind, they plan their journey before leaving from one place to another and of course, all bus numbers and train 
routes are clearly laid out in their memory, so they are definitely aware of which bus to board and which train station 
to alight. At times, bus drivers’ negative attitude causes frustrations. Therefore, buses are not accessible in Malaysia. 
Another noteworthy finding is the airline services. KLIA and MAS are perceived as accessible while LCCT and Air 
Asia are not accessible. 
At the destination, one of the most discussed disabling factors found is the infrastructure of outdoor and indoor 
spaces including improper instalment of tactile, inaccessible signage and audible traffic. Although in some places, 
the Malaysian government installed tactile according to the Malaysian code of standards, it is still considered as 
inaccessible. One of the reasons is the lack of tactile in main hubs and destinations; second, placement of tactile is 
wrong and misleading; thirdly, no warning tactile on stairs or hazardous areas especially in Rapid buses and Kuala 
Lumpur airports; fourth, there are lampposts and irresponsible people placing vehicles and using spaces for business 
or own purposes with tactile on ground. This are considered impeding travel and navigation. Inaccessible signage 
and uncovered drains were not a big issue although it is a barrier encountered in Malaysia. 
Social access in Malaysia is another immense barrier which can be seen in most of the process of visually 
impaired traveller. In many parts of the focus group, social barrier is included along with other physical and 
information access. This always created interactive discussion throughout the focus group about the public’s 
attitude. The awareness towards the visually-impaired existence is very low. Comparing to other countries, 
Malaysians seem to not bother the welfare of these people. When queuing up, for instance in a museum, visually-
impaired people are not given priority to move to the front of the line. This has raised their disappointment towards 
society. Worst, visually-impaired people are sometimes treated unpleasantly by hotel and tourism service personnel. 
Most of them are ignorant and show no empathy towards the visually-impaired. In fact, these modes of tourism 
providers are somewhat ‘materialistic’ services are offered according to the fees collected from the visually 
impaired travellers. This is evident from the comparison of budget and luxury services where budgets were reported 
as inaccessible while luxuries were accessible in terms of facilities and services. The white cane being the assistance 
of navigation and way finding allows enhancement of tourist experience and is a very important ‘companion’ to 
them while travelling independently. For example in the train station, many sighted people overlook the existence of 
the visually impaired and board the train without giving priority to get on to the train beforehand. Overall, the 
respondents in this study felt that intensive awareness needs to be conveyed to the sighted public 
For quality accessible tourism experience, embodied tourism experience is vital for the visually impaired 
especially visiting a museum. To them, information and learning is maximized when museums allow the ‘touch and 
feel’ concept, where touchable exhibits such as sculptures stipulate sense of inclusion in the entire experience 
(Hetherington, 2000). In both focus groups, discussion on museum is frequent and intense. One respondent 
applauded her experience in a Labuan museum describing the experience as ‘a touch speaks a thousand words.’ 
However, Malaysia museums are overall perceived as inaccessible especially those in Kuala Lumpur. 
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Most barriers were encountered in hotels below three stars or budget hotels whereas excellent services and 
facilities that fit the travel needs for the visually impaired were provided in hotels above four stars or luxury hotels. 
The staffs in luxury hotels provide in-room and hotel orientation and elevators were equipped with Braille whereas 
budget hotels do not provide any of these. As for restaurants, barriers were found from the staffs whereby they are 
not aware of the manner to approach and serve a visually-impaired person. And that often is a frustration to them 
because they are not aware if food is on their table or the type of food that were served 
Generally, infrastructure, social access, information access, museums and buses was found to be engaged with 
the most barriers. The train and taxi services were found to be accessible in the country. For hotel and airline, only 
non-budget hotel and airline is found to be accessible while barriers were encountered vastly in budget hotels and 
airlines. With these understandings on hand, it is more straightforward for government, stakeholders, tourism 
providers and operators and support groups to work diligently in providing accessibility to the visually-impaired. 
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